





Don't
Do you consider your request resolved? Know/Not
Sure

| am still
waiting for
Which of the following best describes the reason your request is not yet my credit
resolved? or return to
be
processed

FH¥*E*IBO Principals - This CSAT survey was also emailed to your CSP as well

Thank you for your company’s partnership.
Sheri Phillips

Performance Compliance Lead - Arise Virtual Salutions Inc.
3450 Lakeside Drive, Miramar, FL, 33027, US

SPhillips@arise.com







Case/SR ID: 8010553632

Arise Feedback: Positive OSAT Survey! Thank you!

Survey Question ;Z::)c;nr::;
Was courteous and professional 9
Communicated information clearly 9
Understood your issue or request [Phone Only] 9
Was genuinely interested in helping you [Phone Only] 9
Answered your question 9
Provided a solution that was easy to complete 9

*@%r@jbsqté _ |%}r71dfvﬁtl}§_bi§ U:

How could we improve our customer Ser\nce?

Is there anything you would like to tell us about this experience with customer
service?

Do you consider your request resolved?

No

Which of the following best describes the reason your request is not yet
resolved?

| am still
waiting
for my
credit or
return to
be
processed

**%*BO Principals - This CSAT survey was also emailed to your CSP as well

Thank you for your company’s partnership.
Sheri Phillips

Performance Compliance Lead - Arise Virtual Solutions Inc.
3450 Lakeside Drive, Miramar, FL, 33027, US
SPhillips@arise.com







Case/SR ID: 8010359403

Arise Feedback:

The comment is not related to the interaction with the CSP.

Survey Question

Customer

Was courteous and professional

Response

Communicated information clearly

Understood your issue or request [Phone Only]

Was genuinely interested in helping you [Phone Only]

Answered your question

Provided a solution that was easy to complete
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How could we improve our customer service?

by refundlng

the two
years | was
automatically
charged for
membership

that | did
NOT request
automatic
renewal

Is there anything you would like to tell us about this experience with customer

service?

Do you consider your request resolved? No
| am still

Which of the following best describes the reason your request is not yet AN for

resolved? My areaitor
return to he
processed

F#EEIBO Principals - This CSAT survey was also emailed to your CSP as well

Thank you for your company’s partnership.
Sheri Phillips

Performance Compliance Lead - Arise Virtual Solutions inc.
3450 Lakeside Drive, Miramar, FL, 33027, US
SPhillips@arise.com










order
online
again.

Is there anything you would like to tell us about this experience with customer
service?

Do you consider your request resolved?

Don't
Know/Not
Sure

Which of the following best describes the reason your request is not yet
resolved?

[ am still
waiting
for my
credit or
return to
be
processed

#*%*|BO Principals - This CSAT survey was also emailed to your CSP as well

Thank you for your company’s partnership.

Sheri Phillips

Performance Compliance Lead - Arise Virtual Solutions Inc.
3450 Lakeside Drive, Miramar, FL, 33027, US

SPhillips@arise.com
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Case/SR ID: 8010345270

Arise Feedback:

The comment is not related to the interaction with the CSP,

Survey Question

Customer
Response

Was courteous and professional

Communicated information clearly

Understood your issue or request [Phone Only]

Was genuinely interested in helping you [Phone Only]

Answered your question

Provided a solutlon that was easy to comp[ete
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How could we improve our customer service?

By firing
the female
who
answers
the
telephone
at night.
Could not
understand
her name
real well, |
got Bevy or
Bejay, she
was rude
and | asked
to speak to
a
supervisor
she hung
up on me 2
times,|
tried live
chat, after
20 minutes
| finally
stopped
live c

Is there anything you would like to tell us about this experience with customer
service?

Do you consider your request resolved?

Yes




Which of the following best describes the reason your request is not yet
resolved?

**%*|BO Principals - This CSAT survey was also emailed to your CSP as well |

Thank you for your company’s partnership.
Sheri Phillips

Performance Compliance Lead - Arise Virtual Solutions Inc.
3450 Lakeside Drive, Miramar, FL, 33027, US

SPhillips@arise.com










##E*|BO Principals - This CSAT survey was also emailed to your CSP as well

Thank you for your company’s partnership.

Sheri Phillips

Performance Compliance Lead = Arise Virtual Solutions Inc.
3450 Lakeside Drive, Miramar, FL, 33027, US

SPhillips@arise.com







Case/SR ID: 8010320290

Arise Feedback: Positive OSAT Survey! Thank you!

Survey Question g::;c:::;
Was courteous and professional 7
Communicated information clearly 10
Understood your issue or request [Phone Only] 10
Was genuinely interested in helping you [Phone Only] 10
Answered your guestion 10

Provided a solution that was easy to complete

R S S
,_@Jyerg igsﬁgt%aictton: ithi custome SEI’VICE‘.;EXPE‘I;!TET:VMEP&

How could we improve our customer service?

Is there anything you would like to tell us about this experience with customer
service?

Do you consider your request resolved?

Yes

Which of the following best describes the reason your request is not yet
resolved?

*#%*|BO Principals - This CSAT survey was also emailed to your CSP as well

Thank you for your company’s partnership.
Sheri Phillips

Performance Compliance Lead - Arise Virtual Solutions Inc.
3450 Lakeside Drive, Miramar, FL, 33027, US
SPhillips@arise.com






















SPhillips@arise.com
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[ 57 - 101 lendd Dlvary | Performance Expectations:

Arise KPIs Continued

2) AUX/After Call Work: Amount of time a CSP employed by an Independent Business selects
a “not ready” state (stopping the calls from coming in).

Reguirements:

m Tomeetthe AUX call requirements you must have a five percent or less in your scorecard.
k

————

= Once a call has ended, hang up your phone. Do not keep the phone off the hook. If you need a couple
of seconds to wrap up the call, go on After Call Work (ACW), VCMS does not realize your phone is off
the hook and will send in another call. If yourline is still open, you won't hearitring.

= [fthe calls are back to back; your phone may nat ring. Watch your Dashboard and you may notice your
phone jiggling atthe top letting you know a call is comning in.

w Ensure your phone line has no call waiting.
= Ensure you have a single line phone.
n Donotuse acordless telephone.

= Contact Arise technical support or your service providers to isolate and resolve any technical issue
regarding the phone.

= hake sure your ringeris on and that you have a dial tone.

= Make sure your phone is configured in VCMS. ThIE should only be done once (unless you need to
direct calls to another phone line).

= AUX s to be used for after call work purposes only.
= |fan emergency occurs, please log out. DO NOT GO ON AUX.

= Please be sure to take scheduled breaks. Do not work eight hours straight without & half-hour
scheduled break in betwesn.

= Do not post hours back to back if you have more than one client. Leave a scheduled break betiween
clients

>~ You cannot Use AUXf going on a break. If you need
a break, then-schedule yourself in Starmatic®

http://'www.epathcampus.com/servlets/Campus?disp=PageView&lessonlD=178303 &topi... 12/22/2014









Performance Expectations: Client-Specific KPIs Page 1 of 1

=4 Previous ! Nexf Il-: 5index‘ e Céurserﬂome: = 'Grlﬁséawi = Reference } a Study:_ Gmup] | Log I_Jut-

Module 4: Contractual Performance Requirements > Performance Metrics and Expectations Page 8 of 25
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= Performance Expectations:

Client-Specific KPIs

The following are client-specific KPIs (these
metrics will vary by client). The performance of
your Independent Business and the performance
of your Client Support Professional employees
will be measured against these metrics and they
will, to a large degree, determine your success.

1. Sales/Conversion:

Sales Conversion is the number of sales made
divided by the number of phone calls (or chats)
received.

In other words:

« Sales Conversion = (Number of Sales) /
(Number of Calls/Chats)

Previous | Next | Index | Course Home | Glossary | Reference | Study Group | Log Out

http://www.epathcampus.com/servlets/Campus?disp=PageView&lessonID=178303&topi... 12/22/2014









Performance Expectations Managing Performance ‘ Page 2 of 2

significantly
degrade
service. This in
turn can cause
clients to
reduce the
amount of calls
sent to Client
Support
Professionals.
In an extreme
case, this
could lead to
the client
deciding to
discontinue
using Arise as
a provider.

Because of the
severe
consequences
of Client
Support
Professionals
not meeting
KPls, Arise
has
implemented a
clear and
concise
performance
management
system. In
addition to
informing you
of the KPls, it
entails
comprehensive
call monitoring,
performance
statistics
reviews and
feedback
opportunities.

Previous | Next | Index | Course Home | Glossary | Reference | Study Group | Log Out

http://www.epathcampus.com/servlets/Campus?disp=PageView&lessonID=178303&topi... 12/22/2014






Performance Expectations Managing Performance Continued Page 2 of 2

* Ensure more
certification and
new client
opportunities.

« Contribute to
Arise's overall
success thus
creating additional
new client
opportunities for
yourself.

The Arise system is
designed to help you be
successful. We will
support you and work
with you to ensure that
outcome. In the final
analysis; however, you
are responsible for your
Client Support
Professional
employee's
performance and
success. That is the
nature of being in
business for yourself.

Previous | Next | Index | Course Home | Glossary | Reference | Study Group | Log Qut

http://www.epathcampus.com/servlets/Campus?disp=PageView&lessonID=178303&topi... 12/22/2014



Performance Expectations STRIVE Page 1 of 2
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ek s i Performance Expectations
TP
STRIVE

Because of the severe consequences of not meeting KPls,
Arise has implemented a clear and concise performance
process called STRIVE.

S - Sustaining

T - Total

R - Results and

| - Increasing

V -VSC (Independent
Business)

E - Excellence

Step 1 - Every week your Independent Business will be sent
a report with both the Arise and client-specific KPI targets.
The report will also contain your Independent Business
Client Support Professional employee(s) performance
statistics for both the current week and the month-to-date
("MTD") metrics. On the report, target KPIs your
Independent Business is achieving will be highlighted in
green and the KPIs your Independent Business is not
meeting will be highlighted in red. If your Independent
Business is meeting the KPls set out in your SOW, we
congratulate and thank you for the delivery of outstanding
results. If you are not meeting the KPIs of your SOW, Arise
will inform you in writing that your Independent Business is
in breach of your contractual obligation and give your
Independent Business one (1) week to demonstrate
measurable improvement.

Step 2 - The next week, all Independent Businesses will
receive both updated MTD performance KPIs and statistics
for the most recent week. If your Independent Business is
achieving the SOW KPls, we congratulate and thank you for
the delivery of outstanding results. If your Independent
Business is not meeting the SOW KPIs for a second week or
is trending downward, Arise will send your Independent
Business a final written Notice of Breach of Contract. When
in final notice status, your Independent Business will have
one week to show immediate improvement or compliance or
Arise may, at its sole discretion, terminate your SOW and
the Master Service Agreement.

http://www .epathcampus.com/servlets/Campus?disp=PageView&lessonID=178303&topi... 12/22/2014



Performance Expectations STRIVE Page 2 of 2
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Selection of Service Shift

Page 2 of 2

Independent Business shall schedule service for such
lesser number of hours that are made available by the
Company. Five (5) hours of service per week per
Assigned Independent Business Employee, the service
shift opportunities that Independent Business shall be
eligible to select from will cover: any posted service
shifts on Sunday and/or Saturday ("Initial Eligible

~ Shifts"). The Initial Eligible Shifts must be selected prior to

Independent Business selecting Accepted Shift service
outside of the Initial Eligible Shift hours - in which case
Independent Business shall be permitted to provide
Accepted Shift service for any posted service shift
opportunities ("All Other Eligible Shifts").

The Company reserves the right to remove, at its
discretion; Accepted Shifts that become unnecessary due
fo a decrease in Client's call volume.

Previous | Next | Index | Course Home |A Glossary | Reference | Study Gronp | Log Out
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